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President’s Message 
By: Robin Cook 
president@wsahq.org 

Summer brings bright sunny days.  Your WSAHQ board took some time 
this summer to review where we have been and where we want to go for 
the future.  We are very fortunate to have an active and committed board.  
Part of our work involved using several QI tools to develop our strategic 
direction.  Your President Elect, Celeste Derheimer, suggested we use a 
Strategy Map approach to guide us in our work.  This tool lends itself well 
to develop strategies for the future.  Additionally, the tool works well with 
a balanced scorecard which is used to evaluate our success in meeting our 
strategic direction.  The board has worked feverishly to complete our direc-
tion and scorecard.  Here is the map as it stands now: 
On the left hand side are our domains of focus which are Learning and 
Growth, Internal Perspective, Customer Outcomes, Financial Outcomes.  
These are the broad categories for our work.  As a member of WSAHQ you 
will note that we need your input.  Under internal perspectives you will 
see that one of the critical elements for our organization’s success is 
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As the end of my term as WSAHQ President draws near I am filled with a 
sense of sadness mixed with incredible optimism.  Sad that circumstances pre-
vented us from accomplishing all we had hoped for this year — and optimism 
when I consider the strong foundation that has been built — and the energy 
and experience our new board members will bring.  So — without further ado 
— I’d like to introduce the 2008 WSAHQ Board members to you! 

WSAHQ is a state-wide organization, and yet most of our activities and focus 
have been  on the western portion of the state.  We are thrilled to now have 
three members on our Board from the eastern part of our state: Dorcus Hir-
zel, President-Elect and Deena Rauch, Treasurer-Elect, are both from Spo-
kane. Kellie Hamblin, from Southeast WA, has pitched in where ever needed 
this year (thank you, Kellie!), will remain as Eastern WA Liaison. Their in-
volvement with the Board should help us truly become a state-wide organiza-
tion!!  Jennifer McMakin, our new secretary, is from Gig Harbor and will 
bring the South Sound perspective. 
 
It has been a real pleasure working with Jackie Huck, who will take the 
helm as President in 2008 and Karen Benson, who will move into the Treas-
urer position. I’d also like to thank Past-President, Robin Cook, Communica-
tion Liaison, David Glickman, Education Chair, Laura Kinney (who will 
remain in that position),  and Treasurer, Sharon Brooks for their contribu-
tions to the association.  Sharon Brooks in particular has gone above and be-
yond, serving three years as Treasurer.  Her meticulous record-keeping pro-
vided a sound fiduciary base that Karen has been able to build on. 
 
As I wrap up this year—mostly I am thankful; thankful we had the right peo-
ple on the Board to take on the challenges we encountered — do what had to 
be done — and get a much needed foundation in place so we can move forward.   
 

May the holidays be safe and happy  
for you and yours.   

Warm regards, Celeste 
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understanding your perspective and what you want for the future also.  We are attempting to build a 
“go to” organization.  Our thought is that we would like to be the first stop for members, organiza-
tions, policy makers and public for the direction in healthcare quality.  In other words, we want to be 
the first resource that comes to mind for all contacts or issues related to healthcare Another area of 
concern that was discussed included a focus on succession planning.  How do we keep our strategic 
direction alive for future WSAHQ leadership?  With annual elections, this has been difficult.  So, that 
is why we are sharing the direction with all membership so you are all aware of the strategic direction 
and as you become more involved (perhaps consider running for a board position) in your organiza-
tion, you can keep the strategic direction alive and we will meet our long term plans. 
 
Speaking of elections, it is that time of year again.  If you are interested in any of the following posi-
tions; 

• Secretary, 
• President Elect, 
• Education Chair Elect, or 
• Treasurer Elect, 

our nominating committee would like to hear from you.   If interested or you have questions about a 
position, please send me an e-mail to robin.cook@va.gov or give me a call at 206 764-2650. 
 
 

This is an exciting time for us and the Board would enjoy having more participation to achieve our 
goals.  Please, come join us!       

Tell us a little about yourself? 

I am married with three children; my husband and I recently celebrated our 30th wedding anniver-
sary.  We are pretty much “empty nesters”; our oldest daughter just graduated from Lewis and Clark 
Law School, our youngest daughter just completed a second bachelors, this one in Education and our 
son (youngest child) is starting his third year at Central Washington University this fall.  I am a Reg-
istered Nurse with experience predominately in Critical Care and I received my BS in Health Care 
Administration and my MBA from Concordia University. 

Briefly describe your current work.  Also tell a little about your career in healthcare and why you 
chose this as a career. 

Currently I am the Director for Process Excellence at MultiCare Health System in Tacoma, WA.  This 
is a new position within the organization and resides in Organizational Effectiveness.  I’ve worked in 
Quality pretty much since 1991 – so this is a bit of a departure for me – but the focus is on the part of 
quality I’ve always been passionate about – achieving performance excellence rather than focusing on 
complying with regulations. 
 

I became interested in Quality in 1991 when a new CEO, John King, arrived at the system I worked 
for in Oregon.  He talked about continuous improvement as a way of doing business – and using the 
Malcolm Baldrige criteria as a framework to implement our improvement model.  I took the position 
as Director of Quality and for the next five years worked with my hospital CEO to imbed quality in  
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From the National Association 
From: http://www.nahq.org 

Re-Membering Our Members 
NAHQ is committed to ensuring that our members have ready access to information on benefits, ser-
vices, and volunteer opportunities. To remain the association of choice for healthcare quality profes-
sionals, we realize how important it is to “re-member” our members. NAHQ strives to be a user-
friendly association for members and other customers who rely on us to be the source for education, 
research, networking, and certification. 
 
A personal welcome. To welcome new NAHQ members, a pilot program was launched to have state 
presidents in Alabama, Arkansas, Florida, New York, Ohio, Oklahoma, and Texas, as well as quality 
volunteers in other states, reach out to all new members in their first quarter of membership. If mem-
bers cannot be personally reached, a detailed voice message is left for them. New members say that 
they are delighted with these calls—and the personalized attention. 
 

Virtual receptions. Virtual receptions for new members were also piloted in 2006. Led by board mem-
bers and staff, these online teleconferences educate members on NAHQ’s history, mission, and mem-
bership composition, as well as inform them about the Healthcare Quality Certification Board, annual 
conference, and other professional development opportunities. A Quality Volunteer or board member 
also describes the Quality Volunteer Board (QVB) and volunteer opportunities to the new member. 
These virtual receptions have proven a valuable means for recruiting new volunteers and have re-
ceived overwhelmingly positive feedback from participants.  
 
Redesigned Web site. A completely redesigned Web site was launched in September. Not only does it 
sport the association’s new look (check out our stylish new logo), but it also makes navigation easier. 
The new site further simplifies the processes for joining NAHQ or renewing membership, features a 
calendar of events with important deadlines, includes a member directory and Members Listserv, and 
showcases the QVB in NAHQ Plus, its members-only section. Meanwhile, NAHQ E-News, launched in 
September, keeps members abreast of the latest trends and news in quality. 
 
Peer conference guides. NAHQ now provides peer conference guides for first-time conference atten-
dees. The guides, who are experienced conference attendees, greet newcomers at the reception for 
first-time attendees and answer their questions about the conference, educational sessions, and net-
working activities. In the future NAHQ plans to allow registrants to indicate their interest in having 
a peer conference guide. 
 

Online volunteer profile. NAHQ also reengineered its online volunteer “show of interest” profile. Once 
registered with the QVB, volunteers can join the Quality Volunteer Listserv. Likewise, board mem-
bers, team leaders, and others can easily query the QVB to match volunteers with team and project 
opportunities. Registering as a Quality Volunteer is a great way to join our growing ranks of active 
members.  
  

Expect to see even more initiatives. Some areas ripe for considera-
tion include developing special interest groups, recognizing tenure 
in the association, and providing more opportunities to apply for 
Healthcare Quality Foundation grants. 

mailto:robin.cook@va.gov�


our work – and it really took hold.  It was truly a cultural transformation.  The health system won the 
Oregon Quality Award in 1996 and 1997 (based on the Malcolm Baldrige National Quality Award) 
and achieved our best JCAHO survey results ever in 1998 – by focusing on Quality at every level and 
in every area (including finance!) of the organization. 

Why were you interested in serving on the WSAHQ Board? Do you have ideas for what you’d like to 
see the association accomplish in the near future? 
 

I’ve been involved with the WSAHQ Education Committee since 2003 and have seen the organization 
evolve over the years.  I think our organization is wonderful resource to Quality professionals – and 
I’d like to see it be the first or “go to” resource for Quality professionals – and I’d like to help make 
that happen.  I believe we need to focus on making sure we have a strong foundation first then build 
on that foundation as we go forward.  I especially think we need to reach out to our membership and 
find out what they want their organization to be – then work on making that happen. 

What are your other interests and hobbies? 

I’ve been an examiner for the Washington State Quality Award for the past two years and this year 
became an examiner for the Malcolm Baldrige National Quality Award.  I do this because I enjoy it – 
but also because I feel like I’m giving back to my community.  My husband and I also run together – I 
did the Seattle Half Marathon last year; and we enjoy puttering about on our 37 foot Tollycraft boat.  
It’s 30 years old – so there are a lot of things to keep us busy on it. 

Excerpts from News and Information for Leaders in NAHQ from Anna Marie Butrie, 
President, E-mail: abutrie@che.org 
Leadership Academy Team 

The Leadership Academy Team, led by Alice Epstein, was formed to develop a leadership institute 
or academy  model targeted at enhancing our members’ leadership skills so they can be more 
effective in the quality arena. The members of this team include Jacquie Byers, Kathy Clinefelter, 
Angela Kennedy, Len Parisi, and Cathy Munn (Board Liaison). The curriculum for the Academy is 
still being developed; however, the team has decided that the  academy should be aligned with the 
NAHQ fellowship application criteria while focusing on the development of skills inherent in 
successful leaders. Consequently skill development will focus on:  
• leadership and service 
• professional published writing 
• provision of education through lectures and presentations 
• mentorship. 
The team is still finalizing the selection process that will be used for the first class of NAHQ 
members, the class size, and implementation timeline with the board. 

• It's time to submit an abstract, paper or poster for the 2007 NAHQ Annual Educational Con-
ference in Boston, MA.  Go to http://209.224.198.106/nahq_abstracts/  to get more information 
and to submit! 
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Tell us a little about yourself. 
I was born and raised on a ranch in Montana and still love the outdoors.  I have 
four grown children and six grandchildren.  My husband is retired (if you don’t 
count playing golf as work). 

Briefly describe your current work.  Also tell a little about your career in health-
care and why you chose this as a career. 
I chose nursing because I always wanted to make a difference in some way in healthcare.  I was 
raised in a very rural area and the closest healthcare was 25 miles away.  Having literally ridden a 
horse in very deep snow all that distance to get care for my father when he broke his leg, I was aware 
of real healthcare access issues even at the age of 12.  

I worked in small rural hospitals the first part of my nursing career and have been interested in im-
proving patient outcomes and patient safety/risk management since the 1980’s. When I was in gradu-
ate school, became interested in how we can use data to track and improve care.  This led to the es-
tablishment of my own business in 1991.  This is a consulting business doing project-related work 
that can be broadly described as healthcare informatics.  The work is described in detail on the web-
site: http://www.healthdataconsult.com. 

As federal and state reporting became more complicated, I worked with various organizations to man-
age their data and meet reporting requirements.  I also worked with these organizations, including 
government agencies, to implement databases and electronic medical records, to collect and organize 
healthcare business and clinical data.  Recently, I have worked with several national and state groups 
(including the Centers for Medicare & Medicaid, the American College of Emergency Physicians, the 
Institute of Medicine, the State of Oregon, and the Rural Health Quality Network) to conduct re-
search, collect and analyze data, and use that data to define and implement policies and procedures. 

Why were you interested in serving on the WSAHQ Board? Do you have ideas for 
what you’d like to see the association accomplish in the near future? 
I became involved in the WSAHQ Board as I wanted to make more of a difference at the state and lo-
cal level.  I had recently left positions of responsibility with the American College of Emergency Phy-
sicians and the National Association of Health Data Organizations (NAHDO) and felt I would have 
the time to commit to the WSAHQ Board. 

I believe that WSAHQ is at the point where they can take a giant leap forward to become more profes-
sional and offer additional educational and networking opportunities to quality professionals.  When 
reviewing the original goal of improving healthcare, I realized that, while there are basics of quality 
that I apply in software development and testing and other work (LEAN, Six Sigma), there are some 
unique aspects to the healthcare quality work that I believe are addressed by WSAHQ and not in 
depth by the other professional associations I belong to. 

What are your other interests and hobbies? 
I am a Master Gardener and devote considerable volunteer time to the Master Gardener work.  I have 
a large garden that is constantly being reworked as I never have enough room for new plants I simply 
MUST have.  I also love to read and spend time with my grandchildren going to the zoo, museums, 
and the closest playground. 

Getting to Know WSAHQ’s 2008 Treasurer 
An Interview with Karen Benson 

http://www.healthdataconsult.com/�


WSAHQ Upcoming Events 
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QUESTIONS 
 

If you have any questions regarding this event, please contact: 
 

Laura Kinney, WSAHQ Education Chair 
Laura.Kinney@multicare.org 

(425.761.8409) 

Register Online at www.wsahq.org 
Members……………………… $150 

WSAHQ and Quality Alliance States 
 

Non-Members………………$225 
Join WSAHQ for $50 & pay the member rate. Save $25! 

 

Final day to register is January 7th 

REGISTRATION AND FEES 

Pursuing Process Excellence in Health Care 
with Kevin McManus 

This exercise-intensive workshop is designed to help you assess strengths and 
opportunities for improvement in your current health care work systems and de-
velop an action plan for making approaches more effective, in an effort to obtain 
sustainable results.  In this workshop you will learn : 
ο How to determine what is truly important to your organization 
ο The key processes and metrics you can use to achieve your performance goals 
ο Improvement actions that would most benefit your own pursuit for process ex-

cellence 

January 10th, 2008 
Coast Bellevue Hotel 

625 116th Avenue Northeast     Bellevue, WA 98122 
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